
From:
To:
Date:
SUbject:

DOCKET FILE COpy ORIGINAL
"Birnbaum, Terese M." <tbirnbau@state.nd.us>
"'access@fcc.gov'" <access@fcc.gov>
Fri, Jun 29. 2001 4:20 PM
Docket #98-67- Consumer Complaints for TRS

Page 1 )

Magalie Roman Salas
FCC
445 12th ST. S.W.
Washington, DC 20554

1 3 2001

Dear Magalie.

Please find attached the annual complaint log (attachment #1) for the State
of North Dakota, as well as a summary (attachment #2) as required by the TRS
Order.

This information will also arrive in the US Mail to the address above.

Please review the information attached if this information is not
sufficient, please contact me and
I will be happy to provide further information.

Thank you.

Terese M. Birnbaum
Telecommunications Analyst I Relay North Dakota Administrator.
Information Technology Department - To provide leadership and knowledge to
assist our customers in achieving their mission through the innovative use
of information technology.
701-328-3266
tbirnbau@state.nd.us

----
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Magalie Roman Salas

FCC

445 12th ST. S.W.

Washington, DC 20554

Dear Magalie,

Please fmd attached the annual complaint log (attachment #1) for the State ofNorth Dakota, as well as a summary
(attachment #2) as required by the TRS Order.

This information will also arrive in the US Mail to the address above.

Please review the information attached if this information is not sufficient, please contact me and

I will be happy to provide further information.

Thank you.

Terese M. Birnbaum
Telecommunications Analyst I Relay North Dakota Administrator.
Information Technology Department - To provide leadership and knowledge to assist our customers in achieving

their mission through the innovative use of information technology.

701-328-3266

tbirnbau@state.nd.us
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I • • • • • • • ;1 • " • TOTAL
I . •
.nswer Wart Time 0000000000000
ialOutTime 0 0 0 0 0 0 0 0 0 0 0 0 0

#02 idn't Follow Database Inst 0 0 1 0 1 0 0 0 0 0 0 0 2

1103 idn't Follow Cust. Instruct. 0 0 0 0 0 0 0 0 0 0 0 0 0
#04 idn'l Keep Customer lnf9rmed 0 0 0 0 0 0 0 0 0 1 0 0 1

#05 gent Disconnected Caller 2 0 0 0 0 0 0 0 0 0 0 0 2
#06 oor Spelling 0 0 0 0 0 0 0 0 0 0 0 0 0
#07 yping Speed/A=Jracy 0 0 0 0 0 0 0 1 0 0 0 0 1
#08 oor Voice Tone 0 0 0 0 0 0 0 0 0 0 0 0 0
#09 verything Relayed 0 0 0 0 0 0 0 0 0 0 0 0 0
#10 CO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0
#11 CO Procedures Not Followed 0 0 0 0 0 0 0 0 0 0 0 0 0
#12 wo-Line VCO Procedure Not F 0 0 0 0 0 1 0 1 2 1 0 2 7
#13 ackground Noise Not Typed 0 0 0 0 0 0 0 0 0 0 0 0 0
#14 ee!''lgS Not Desaibed 0 0 0 0 0 0 0 0 0 0 0 0 0
#15 Recording Feature Not Used 0 0 0 0 0 0 0 0 0 0 0 0 0
#16 Noise in Center 0 0 0 0 0 0 0 0 0 0 0 0 0
#17 Agent was Rude 0 0 0 0 0 0 0 0 0 0 0 0 0
#18 roblem Answer Machine 0 0 0 0 0 0 0 0 0 0 0 0 0
#19 panish Service 0 0 0 0 O. 0 0 0 0 0 0 0 0
#20 peach to Speech 0 0 0 0 0 0 0 0 0 0 0 0 0

#21 Other Problem Tvee Complaint 0 0 0 0 0 0 1 2 1 0 0 0 4 ,,ii-.
TOTAL 2 0 1 0 1 1 1 4 3 2 0 2 17 I I

: "
I, I ,

\
"

I.

•
11m ost Brandina 0 0 1 0 0 0 0 0 0 0 0 0 1

~3 Charged for local Call 0 0 0 0 0 0 0 0 0 0 0 0 0

~4 rouble Linking Up 2 0 2 0 0 0 2 0 0 0 0 0 •
5 ina Disconnected 0 0 0 0 0 0 0 0 0 0 0 0 0
6 art>Ied Message 0 0 0 0 0 0 0 0 0 0 0 0 0
7 atabase Not Available 0 0 0 0 0 0 0 0 0 0 0 0 0
8 p1rtScreen 0 0 0 0 0 0 0 0 0 0 0 0 0

~9 ther Technical Type Complaint 0 0 0 0 0 0 0 0 0 0 0 0 0
TOTAL 2 0 3 0 0 0 2 0 0 0 0 0 7 I

i : i I I I I
I I I

i : I ; i I I
•

,~" Rates 0 0 0 0 0 0 0 0 0 0 0 0 0
~1 OSD 0 0 0 0 0 0 0 0 0 0 0 0 0

~2 No 9lJ(J Number 0 0 0 0 0 0 0 0 0 0 0 0 0
~3 arne< of Choice 0 0 0 0 0 0 0 0 0 0 0 0 0

~ Networ1< Recording 0 0 0 0 0 0 0 0 0 0 0 0 0
~5 Other 0 0 0 0 0 1 0 0 0 0 0 0 1

TOTAL 0 0 0 0 0 1 0 0 0 0 0 0 1 .
i i I i
i i !

,
i

i TOTAL CONTAC1I 4 I 0 4 0 I 1 I 2 3 I 4 I 3 I 2 0 I 2 '2$ I
i i
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I AZ. I IMOINM INY IOH Iso ITX Ics lAMJune-ClO FL I LU I MD 1 MN

COMMENDATION TOTALS

I
Agents I I I I I I I I I 1 1

Service I I I I I I I I I 0

I TOTALI 0 I 0 I 0 I 0 I 0 I 0 I 0 I 0 I 0 1 0 0 0 1

SERVICE COMPLAINTS
#00 Answer We~ Tome 0

#01 Dial Out Time 0

#02 Didn1 Follow Detabase Inst 0

#03 Didn't Follow Cust Instruct. 0

#04 Didn't Keep Cust Informed 0

#05 Agent Disconnected Caller 2 2
#06 Poor Spelling 0
#07 Typing SpeedlA=Jracy 0
#08 Poor Voice Tone 0
#09 Everything Relayed 0
#10 HCO Procedures Not Followed 0
#11 VCO Procedures Not Followed 0
#12 Two-Line VCO Procedures Not Fa 0
#13 Background Noise Not Typed 0
#14 Feelings Not Desaibed 0
#15 Recording Feature Not Used 0
#16 Noise in Cenler 0
#17 Agent Was Rude 0

#18 Problem AnSNer Machine 0

#19 Spanish Service 0

#20 Speech to Speech 0

#21 Other Service Tvoe: 0

TOTAL 0 0 0 0 0 0 0 0 0 2 0 0 0 2

TECHNICAL COMPLAINTS

#22 Lost Branding 0
#23 Charged for Local Call 0
#24 Trouble Linking Up 1 1 2
#25 Line Disconnected 0
#26 Garbled Message 0
#27 Dalabase Not Available 0
#28 Sp~ Saeen 0
#29 Other Technical Type: 0

TOTAL 0 0 0 0 0 0 0 0 0 1 0 1 0 2

MISC COMPLAINTS
#30 Rates 0
#31 nY Operator Service 0
#32 900 Number Access 0
#33 Carrier of Choice 0
#34 Networ1< Recording 0
#35 Other Miscellaneous Type: 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0 0

TOTAL COMPLAINTS! 0

OTHER CALLS

o o o o o o o o 3 o o 4

#36 BrandinglDatabase entry 0
#37 Request Directory Assistance 0
#38 Test Calls 6 6
#39 Instructions/General 7 7
#40 Send Information 1 1
#41 Billing Question 2 2
#42 PurchasenY 6 6
#43 Referred 10 LEC 8 8
#44 Wanled Sprint Cust Svc 2 2
#45 Other 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 32 0 32

Number

I 0 0 0 0 0 0 0 0 0 4 0 35 0 39
AZ. Contacts reported by DemarcolBumett NY Contacts reported by Thomas

FL Contacts reported by Davis OH Contacts reported by Cruz

LU Contects reported by Tillery SO Contacts reported by Ezis

MD Contacts reported by Carter TX Contacts reported by Behringer

MN Contacts reported by Schuh CS Contacts reported by Customer Service Department

MO Contacts reported by Brown AM Contacts reported by Philippe Gallant

NM Contacts reported by Costello
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July-OO I /4Z I FL ILU I MD I MN IMO INM INY 100 Iso ITX Ics lAM
COMMENDATION TOTALS

I
Agents I I I I I I I I I I 4 I I I 4

Service I I I I I I I I I I I I I 0,
TOTAl' 0

,
0
,

0 , 0 I 0 I 0 I 0 I 0 I 0 I 4 I 0 I 0 I 0 4

SERVICE COMPLAINTS
#00 Answer wart Time 0
101 Dial Out Time 0
102 Didn't Follow Database Inst 0
103 Didn't Follow Cust. Instruct. 0
104 Didn't Keep CUSl. Informed 0

105 Agent Disconnected Caller 0
#06 Poor Spelling 0
107 Typing Speed/Accuracy 0
#08 Poor Voice Tone 0
#09 Everything Relayed 0
#10 HCO Procedures Not Followed 0
#11 VCO Procedures Not Follo_d 0
#12 Two-line VCO Procedures Not Fo 0
#13 Background Noise Not Typed 0
#14 Feelings Not Desaibed 0
#15 Recording Feature Not Used 0
#16 Noise in Center 0
#17 Agent Was Rude 0

#18 Problem Answer Machine 0

#19 Spanish Service 0

#20 Speech to Speech 0

#21 Other service Tvoe: 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 0 0 0

TECHNICAl COMPLAINTS

#22 lost Branding 0
#23 Charged for local Call 0
#24 Trouble linking Up 0
#25 line Disconnected 0
#26 Garbled Message 0
#27 Database Not Available 0
#28 Sprt Sa-een 0
#29 Other Technical Type: 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 0 0 0

MISC COMPLAINTS
#30 Rates 0
#31 TTY Operator Servica 0
#32 900 Number Access 0
#33 Carrier of Choice 0
#34 Network Recording 0
#35 Other Miscellaneous Type: 0.

TOTAl 0 0 0 0 0 0 0 0 0 0 0 0 0 0

TOTAl COMPlAINTs! 0

OTHER CAllS

o o o o o o o o o o o o o

#36 Branding/Database entry 1 1
#37 Request Diredory Assistance 0
#38 Test Calls 0
#39 InstruetionslGenerel 10 10
#40 Send Information 0
#41 Billing Quesbon 1 1
#42 Purchase TTY 2 2
#43 Referred to LEC 3 3
#44 wanted Sprint Cust Svc 1 1
#45 Other 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 18 0 18

Number

TOTAl

I TOTAl CONTACTI 0 0 0 0 I 0 0 0 0 0 4 0 20 0 24
/4Z Contacts reported by DemarcolBumett NY Contacts reported by Thomas

Fl Contacts reported by Davis OH Contacts reported by Cruz

lU Contacts reported by TIllery SO Contacts reported by Ezis

MD Contads reported by Carter TX Contacts reported by Behringer

MN Contacts reported by Schuh CS Contacts reported by Customer Service Department

MO Contacts reported by Brown AM Contacts reported by Philippe Gallant

NM Contacts reported by Costello
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August-oO IAZ IFL ILU IMDI MN lMO INM INY 10H Iso ITX Ics lAM
COMMENDATION TOTALS

I
Agents I I I I I I I I 0

Service I I I I I I I I 0

I TOTAL 0 0 0 I 0 I 0 I 0 I 0 0 0 I 0 I 0 I 0 I 0 0

SERVICE COMPLAINTS

#00 Answer Wail Time 0

#01 Dial Out Time 0

#02 Didn't Follow Database Ins!. 1 1

#03 Didn't Follow Cust. Instruct. 0

#04 Didn't Keep Cust Informed 0

#05 Agent Disconnected Caller 0

#06 Poor Spelling 0

#07 Typing Speed/Accuracy 0

#08 Poor Voice Tone 0

#09 Everything Relayed 0

#10 HCO Procedures Not Followed 0

#11 VCO Procedures Not Follo_d 0

#12 Two-Line VCO Procedures Not Fo 0
#13 Background Noise Not Typed 0
#14 Feelings Not Described 0
#15 Recording Feature Not Used 0
#16 Noise in Center 0
#17 Agent Was Rude 0

#18 Problem An_er Machine 0

#19 Spanish Service 0

#20 Speech to Speech 0

#21 Other Service Type: 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 1 1

TECHNICAL COMPLAINTS

#22 Lost Branding 1 1
#23 Charged for Local Call 0
#24 Trouble Linking Up 1 1 2
#25 Line Disconnected 0
#26 Garbled Message 0
#27 Database Not Available 0
#28 SpilSaeen 0
#29 Other Technical Type: 0

TOTAL 0 0 0 0 0 0 0 0 0 1 0 0 2 3

MISC COMPLAINTS
#30 Rates 0
#31 TTY Operator Service 0
#32 900 Number Access 0
#33 Carrier of Choice 0
#34 Network Recording 0
#35 Other Miscelleneous Type: 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0 0

TOTAL COMPLAINTS! 0

OTHER CALLS

o o o o o o o o \ o o 3 4

#36 BrendinglDatabase entry 0
#37 Request Diredory Assistance 1 1
#38 Test Calls 3 3
#39 Instructions/General 9 9
#40 Send Information 3 3
#41 Billing Question 0
#42 Purchase TTY 3 3
#43 Referred to LEC 6 6
#44 Wanted Sprint Cust Svc 5 5
#45 Other 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 30 0 30

TOTAL

TOTAL CONTACTt 0 0 0 0 0 0 0 0 0 0 30 3 34
AZ Conlads reported by DemarcolBumett NY Contads reported by Thomas

FL Conteds reported by Davis OH Conteds reported by Cruz

LU Contads reported by Tillery SO Contads reported by Ezis

MD Conteds reported by Carter TX Conteds reported by Behringer

MN Contads reported by Schuh CS Contads reported by Customer Service Depertment

MO Conteds reported by Brown AM Contads reported by Philippe Gallant

NM Contads reported by Costello
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Seplember-OO I AZ I FL I LU I MD I MN IMO INM INY IOH Iso ITX Ics lAM

COMMENDATION TOTALS

I
Agents I I I I I I I 5 I I I 5

Serlice I I I I I I I I I I 0

I TOTAL 0 0 0 I 0 I 0 I 0 I 0 I 0 I 0 I 5 I 0 I 0 I 0 5

SERVICE COMPLAINTS
#00 Answer Wait Time 0
1I01 Dial Out Time 0
1I02 Didn't Follow Database Insl 0
1I03 Didn't Follow Cust. Instrud. 0
#04 Didn't Keep Cusl Informed 0

lI05 Agent Disconnected Caller 0
1106 Poor Spelling 0
1I07 Typing Speed/Accuracy 0
lIOIl Poor Voice Tone 0
#09 Everything Relayed 0
.10 HCO Procedures Not Followed 0
.11 VCO Procedures Not Followed 0
.12 Twe-Line VCO Procedures Not Fo 0
.13 Background Noise Not Typed 0
.14 Feelings Not Desaibed 0
.15 Recording Feature Not Used 0
.16 Noise in Center 0
.17 Agent Was Rude 0

.18 Problem Answer Machine 0

.19 Spanish Service 0

llI20 Speech to Speech 0

llI21 Other S8fVice Type: 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0 0

TECHNICAL COMPLAINTS

m Lost Branding 0
llI23 Charged for Local Call 0
llI24 Trouble Linking Up 0
.25 Line Disoonneded 0
llI26 Garbled Message 0
.27 Database Not Available 0
.28 Spit Saeen 0
llI29 Other Technicel Type: 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0 0

MISC COMPLAINTS
llI30 Rates 0
llI31 TTY Operator Serlice 0
llI32 900 Number Access 0
llI33 Carrier of Choice 0
tI34 Natwork Recording 0
llI35 Other Miscellaneous Type: 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0 0

TOTAL COMPLAINTS! 0

OTHER CALLS

o o o o o o o o o o o o o

.36 BrandinglDatabase entry 0

.37 Request Directory Assistance 1 1

.38 Test Calls 0

.39 InstructionslGeneral B 8
llI40 Send Information 1 1
llI41 Billing Question 0
llI42 Purchase TTY 1 1
llI43 Referred to LEC 11 11
llI44 Wanted Sprint Cust Svc 0
llI45 Other 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 22 0 22

NON-STATE REPORTED
Request Relay Number .~....;;.O__

TOTAL) 0

AZ.
FL

LU

MD

MN

MO

NM

TOTAL CONTAClJ 0 I 0 I 0 I 0 I 0 I 0 I 0 I 0 I 0 I 5 I 0 ! 22 I 0 I 27

Contacts reported by DemaroolBumett NY Contacts reported by Thomas

Contads reported by Davis OH Contacts reported by Cruz

Contacts reported by Tillery SO Conlads raported by Ezis

Contacts reported by Carter TX Contacts raported by Behringer

Contacts reported by Schuh CS Contacts raported by Customer S8fVice Departmant

Contacts raported by Brown AM Contacts reported by Philippe Gallant

Contacts reported by Costello
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Oetober-oG I AZ I FL I LU I MD I MN I MO I NM I NY I OH I so I TX I CS lAM
COMMENDATION TOTALS

I Agents I I I I I I I I I I I I 0

Service I I I I I I I I I I I I 0

I TOTAlI 0 I 0 I 0 I 0 I 0 I 0 I 0 I 0 0 I 0 I 0 I 0 I 0 0

SERVICE COMPLAINTS
#00 Answer Wart Time 0
#01 Dial Out Tune 0
#02 Didn't Follow Database Inst 1 1
#03 Didn't Follow Cust. Instruct. 0
#04 Didn't Keep Cusl Informed 0
#05 Agent Discomected Caller 0
#06 PoorSpalling 0
#07 Typing Speed/Accuracy 0
#08 Poor Voice Tone 0
#09 Everything Relayed 0
#10 HCO Procedures Not Followed 0
#11 VCO Procedures Not Followed 0
#12 Two-line VCO Procedures Not Fa 0
#13 Background Noise Not Typed 0
#14 Feelings Not Desaibed 0
#15 Recording Feature Not Used 0
#16 Noise in Center 0
#17 Agent Was Rude 0

#18 Problem Answer Machine 0

#19 Spanish Service 0

#20 Speech to Speech 0

#21 Ott.r Service Tvos: 0

TOTAl 0 1 0 0 0 0 0 0 0 0 0 0 0 1

TECHNICAl COMPLAINTS

#22 lost Branding 0
#23 Charged for local Call 0
#24 Trouble linking Up 0
#25 line Disconnected 0
#26 Garbled Message 0
#27 Database Not Available 0
#28 SprtSaeen 0
#29 Other Technical Type: 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 0 0 0

MISC COMPLAINTS
#30 Rates 0
#31 TTY Operator Service 0
#32 900 Number Access 0
#33 Carrier of Choice 0
#34 Network Recording 0
#35 Other Miscellaneous Type: 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 0 0 0

PageS

TOTAl COMPLAINTS! 0

OTHER CAlLS

o o o o o o o o o o o

#36 BrandinglDatabase entry 1 1
#37 Request Directory Assistance 0
#38 Test Calls 3 3
#39 InstruclionsIGeneral 6 6
#40 Send Information 0
#41 Billing Question 2 2
#42 Purchase TTY 1 1
#43 Referred to lEC 1 1
#44 Wanted Sprint Cust Svc 1 1
#45 Other 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 15 0 15

1#46

AZ

Fl

lU

MD

MN

MO

NM

NON-STATE REPORTED

Request Relay Number ......_0;;;...__

TOTAlI 0

TOTAl CONTACT! 0 I 1 I 0 I 0 I 0 I 0 I 0 I 0 I 0 I 0 I 0 I 15 I 0 I 16

Contacts reported by DemarcolBurnett NY Contacts reported by Thomas

Conlacls reported by Davis OH Contacts reported by Cruz

Contacts reported by Tillery SO Contacts reported by Ezis

Contacts reported by Carter TX Contacts reported by Behringer

Contacts reported by Schuh CS Contacts reported by Customer Service Department

Contacts reported by Brown AM Contacts reported by Philippe Gallant

Contacts reported by Costello



November-GO I AZ I FL I LU I MD I MN fMO INM INY IOH Iso I TX I cs I AM

COMMENDATION TOTALS

I
Agents I I I I I I I I 2 I I 2

Service I I I I I I I I I I 0

I TOTAL 0 I 0 I 0 I 0 I 0 I 0 I 0 0 J 0 J 2 J 0 J 0 0 2

SERVICE COMPLAINTS
lKlO Answer wa~ Time 0

#01 Dial Out Time 0

#02 Didn't Follow Database Inst 0

#03 Didn't Follow Cust. Instruct. 0

#04 Didn't Keep Cust Informed 0

#05 Agent Disconnectad Caller 0

Il106 Poor Spelling 0

#07 Typing Speed/Accuracy 0

#08 Poor Voice Tone 0

#09 Everything Relayed 0

#10 HCO Procedures Not Followed 0

#11 VCO Procedures Not Followed 0

#12 Two-line VCO Procedures Not Fo 1 1

#13 Background Noise Not Typed 0
#14 Feelings Not Described 0
#15 Recording Feature Not Used 0

#16 Noise in Center 0

#17 Agent Was Rude 0

#18 Problem Answer Machine 0

#19 Spanish Service 0

#20 Speech to Speech 0

#21 Other Service Type: 0

TOTAL 0 0 0 0 0 0 0 1 0 0 0 0 0 1

TECHNICAL COMPLAINTS

#22 Lost Branding 0
#23 Charged for Local Call 0
#24 Trouble Linking Up 0
#25 Line Disconnected 0
#26 Garbled Message 0
#27 Database Not Available 0
#28 SpitSaeen 0
#29 Other Technicel Type: 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0 0

MISC COMPLAINTS
#30 Rates 0
#31 TTY Operator Service 0
#32 900 Number Access 0
#33 Carrier of Choice 0
#34 Network Recording 0
#35 Other Miscellaneous Type: 1 1

TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 1 1

TOTAl COMPLAINTS! 0

OTHER CAlLS

o o o o o o o o o o 2

#36 BrandinglDatabase entry 0
#37 Request Directory Assistance 0
#38 Test Calls 0
#39 Instructions/General 8 8
#40 Send Information 1 1
#41 Billing Question 1 1
#42 Purchase TTY 3 3
#43 Referred to LEC 6 6
#44 Wanted Sprint Cust Sve 0
#45 Other 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 19 0 19

NON-STATE REPORTED

RequeslRelayNumber .,........;,0__
TOTAl. 0

TOTAl CONTACl1 0 I 0 I 0 I 0 I 0 I 0 I 0 I 1 I 0 I 2 I 0 I 19 I 1 I 23

AZ

FL

LV

MD

MN

MO

NM

Contacts reported by DemarcolBumett NY Contacts reported by Thomas

Contacts reported by Davis OH Contacts reported by Cruz

Contacts reported by Tillery SO Contacts reported by Elis

Contacts reported by Carter TX Contacts reported by Behringer

Contacts reported by Schuh CS Contacts reported by Customer Service Department

Contacts reported by Brawn AM Contacts reported by Philppe Gallant

Contacts reported by Costello



ri==~__ - illJ,T...U~ Dk......{ ~~~~ - ~~~f.>«$ Page6~
Nort I uakota

De<:ember..()O I AZ I FL I LV I MD I MN I MO I NM I NY I OH I SO I TX I cs I AM

COMMENDATION TOTALS

I
Agents I I I I I I I I I I I I I 0

Service I I I I I I I I I I I I I 0

I TOTALI 0 I 0 I a I 0 I a I a I 0 I a I a I a I a I 0 I a 0

SERVICE COMPLAINTS
IiIOO Answer Wa~ Tune a
11I01 Dial Out Time a

11I02 Didn't Follow Database Inst a
11I03 Didn't Follow Cust, Instruct, a
11I04 Didn't Keep Cusl Informed a

11I05 Agent Disconnected Caller a
#06 Poor Spelling a
11I07 Typing Speed/Accuracy 0
1108 Poor Voice Tone a
11I09 Everything Relayed 0
#10 HCO Procedures Not Followed a
#11 VCO Procedures Not Followed a
#12 Tw<H.ine VCO Procedures Not Fo 0
#13 Background Noise Not Typed a
#14 Feelings Not Described 0
#15 Recording Feature Not Used 0
#16 Noise in Center 0
#17 Agent Was Rude 0

#18 Problem AnSNer Machine 0

#19 Spenish Service 0

#20 Speech to Speech 0

#21 Other Service Type: 1 1

TOTAL 0 a 0 0 0 a 0 a a 1 a 0 0 1

TECHNICAL COMPLAINTS

#22 Lost Branding 0
#23 Charged for Local Call 0
#24 Trouble Linking Up 2 2
#25 Line Disconnected a
#26 Garbled Message 0
#27 Database Not Available a
#28 Sp~ Screen a
#29 O1her Technical Type: 0

TOTAL 0 0 0 0 0 0 0 0 a 0 0 2 0 2

MISC COMPLAINTS
#30 Rates 0
#31 TTY Operator Service 0
#32 900 Number Access 0
#33 Carrier of Choice 0
#34 Network Recording 0
#35 01her Miscellaneous Type: a

TOTAL a 0 0 0 a 0 0 0 0 a a 0 0 0

TOTAL. COMPLAINTSI a
OTHER CALLS

o o o a o o o o o 2 o 3

#36 BrandinglDatabase entry 0
#37 Request Directory Assistance 0
#3B Test Calls 0
#39 InstructionslGeneral 4 4
#4a Send Information a
#41 Billing Question a
#42 Purchase TTY 0
#43 Referred to LEC 9 9
#44 Wanted Sprint Cust S\IC 0
#45 Other 0

TOTAl 0 a 0 a 0 0 0 0 0 0 0 13 a 13

1#46

AZ.
FL

LU

MD

MN

MO

NM

NON-STATE REPORTED

Request Relay Number .1-_.;;;0__
TOTAl. 0

TOTAl CONTACiJ 0 I 0 I 0 I 0 I a I 0 I 0 I 0 I 0 I 1 I 0 I 15 I 0 I 16

Contects reported by Paul DeMarco NY Contacts reported by Sydney Thomas

Contacts reported by June St Louis-Davis OH Contacts reported by Diana Spencer

Contects reported by Beverly Franc SO Contacts reported by Jenna Ezis

Contacts reported by Bertha Carter TX Contects reported by Sharon Behringer

Contacts reported by Joan Schuh CS Contects reported by Customer Service

Contacts reported by Lezlee Brown AM Contacts reported by Philippe Gallant

Contacts reported by Rebecca Strunk
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January-G1 I AZ I FL I LU I MD I MN IMO INM INY IOH Iso ITX Ics lAM

COMMENDATION TOTAlS

I
Agents I I I 1 I I I I I I 1

Service I I I I I I I I I a
I TOTAlI a I a I 1 I a I a I a a a a I a I a I a a 1

SERVICE COMPLAINTS
110O Answer Wart Time 0
jj()1 Dial Out Time a
jj()2 Didn't Follow Database Inst 0
jj()J Didn't Follow Cust. Instruct. a
#04 Didn't Keep Cust Informed a
#05 Agent Disconnected Caller 0

#06 Poor Spelling a
jj()7 Typing Speed/AooJracy 1 1

#08 Poor Voice Tone a
#09 Everything Relayed a
11I1 a HCO Procedures Not Followed a
11I11 VCO Procedures Not Followed a
11I12 Two-line VCO Procedures Not Fo 1 1

11I13 Background Noise Not Typed 0
11I14 Feelings Not Desaibed a
11I15 Recording Feature Not Used 0
11I16 Noise in Center a
11I17 Agent Was Rude a
11I18 Problem Answer Machine a
11I19 Spenish Service a
l112a Speech to Speech a
11I21 Other Service Type: 2 2

TOTAl a 4 a a a a a a a a a a a 4

TECHNiCAl COMPLAINTS

11I22 Lost Branding 0
11I23 Charged for Local Call a
11I24 Trouble Linking Up 0
11I25 Line Disconnected a
11I26 Garbled Message a
11I27 Database Not Available a
11I28 Sprt Saeen a
11I29 Other Technicel Type: 0

TOTAl a a a a a a a a a a a a a a
MISC COMPLAINTS

l13a Rates a
1131 TTY Operator Service a
1132 900 Number Access a
1133 Carrier of Choice a
11I34 Network Recording a
11I35 Other Miscellaneous Type: a

TOTAL a a a a a a a a a a a a a a

f'age 9

TOTAl COMPLAINTSI a
OTHER CAllS

4 a a a a a a a a a a a 4

11I36 BrandinglOatabase en1ry a
11I37 Request Directory Assistance a
1138 Test Calls a
1139 Instructions/General a
11I40 Send Information a
11I41 Billing Question 0
11I42 Purchase TTY a
11I43 Referred to LEC a
11I44 Wanted Sprint Cust Svc 0
11I45 Other a

TOTAl 0 0 0 0 a a 0 0 a 0 0 a 0 0
NON-STATE REPORTED

Request Relay Number .I-_,;;,a__
TOTAl. a

AZ.

FL

LU

MD

MN

MO

NM

TOTAl CONTACTI 0 I 4 I 1 I 0 I 0 I a I 0 I a I 0 I 0 I a I 0 I 0 I 5

Con1acts reported by Paul DeMarco NY Con1acts reported by Sydney Thomas

Contacts reported by June St Louis-Davis OH Contacts reported by Diana Spencer

Contacts reported by Beverly Franc SO Contacts reported by Jenna Ezis

Contacts reported by Bertha Carter TX Contacts reported by Sharon Behringer

Contacts reported by Joan Schuh CS Contacts reported by Customer Service

Contacts reported by LezJee Brown AM Contacts reported by Philippe Gallant

Contacts reported by Rebecca Strunk



o a ota

Febnlary-C1 IAZ IFL ILU IMOI MN IMO INM INY IOH Iso ITX Ics lAM
COMMENDATION TOTAlS

I
Agents I I I I I 0

Service I I I I I 0

TOTAlI 0 I 0 0 0 0 0 0 I 0 0 I 0 I 0 0 0 0

SERVICE COMPLAINTS
lllOO Answer wart Time 0
#01 Dial Out TIme 0
#02 Didn't Follow Database Insl 0
#03 Didn't Follow Cust. Instruct. 0
#04 Didn't Kaep Cusl Informad 0
#05 Agent Disconnectad Caller 0
#06 Poor Spelling 0
#07 Typing Speed/Accuracy 0
#08 Poor Voice Tone 0
#09 Everything Relayad 0
'10 HCO Procedures Not Followed 0
'11 VCO Prooadures Not FoIlo_d 0
'12 Two-Line VCO Procedures Not Fa 1 1 2
'13 Background Noise Not Typad 0
'14 Feelings Not Desaibad 0
'15 Recording Feature Not Used 0
'16 Noise in Center 0
'17 Agent Was Rude 0

'18 Problem Answer Machine 0

'19 Spanish Service 0
120 Speech to Speech 0
121 Other Service Tvoe: 1 1

TOTAl 1 1 0 0 0 0 0 0 0 0 0 1 0 3
TECHNICAl COMPLAINTS

m Lost Branding 0
'23 Chargad for local Call 0
'24 Trouble linking Up 0
125 line Disconnected 0
IIl26 Garbled Message 0
127 Database Not Available 0
I2B Sprt Saeen 0
129 Other Technical Type: 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 0 0 0
MISC COMPLAINTS

#30 Rates 0
'31 TTY Operator Service 0
'32 900 Number Access 0
'33 Carrier of Choice 0
#34 Networ1< Recording 0
135 Other Miscelleneous Type: 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 0 0 0

TOTAl COMPlAINTS!

OTHER CAlLS
o o o o o o o o o o 3

'36 BrandinglDatabase entry 1 1
137 Request Directory Assistance 1 1
'38 Test Calls 3 3
'39 Instructions/General 2 2
#40 Send Information 2 2
#41 Billing Question 0
#42 Purchase TTY 0
#43 Referrad to lEC 5 5
#44 Wantad Sprint Cust Sve 0
#45 Other 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 14 0 14

1#46

AZ

Fl

LV

MD

MN

MO

NM

NON-5TATE REPORTED
Request Relay Number .~...,;;o__

TOTAL. 0

Contacts reportad by Paul DeMarco NY Contacts reportad by Sydney Thomas

Contects reported by June St Louis-Davis OH Contacts reportad by Diana Spencer

Contacts reportad by Beverly Franc SO Contacts reportad by Jenna Ezis

Contacts repartad by Bertha Carter TX Contacts reportad by Sharon Behringer

Contacts repartad by Joan Schuh CS Contacts repartad by Customer Service

Contacts repartad by Lezlee Brown AM Contects repartad by Philippe Gallant

Contacts repartad by Rebecca Strunk



o a ota revise

March-01 I p;z I Fl I LV MD 1 MN IMO INM INY IOH Iso ITX lcs lAM
COMMENDATION TOTAlS

r
Agents I 1 I I I I 1

Service I I I I I 0

I TOTAlI 0 0 0 0 1 I 0 I 0 I 0 I 0 0 0 0 0 1

SERVICE COMPLAINTS
#00 Answer Wan Time 0
/1101 Dial Out Time 0

/1102 Didn't Follow Database Inst. 0
/1103 Didn't Follow Cust. Instruct. 0
/iI04 Didn't Keep Cusl Informed 1 1

/1105 Agent Disconnected Caller 0
/iI06 PoorSpellWlll 0

/1107 Typing SpeedlAca.oraey 0
/iI08 Poor Voice Tone 0
/iI09 Everything Relayed 0
#10 HCO Procedures Not Followed 0
#11 VCO Procedures Not Followed 0
#12 Two-line VCO Procedures Not Fo 1 1
#13 Background Noise Not Typed 0
#14 Feelings Not Desaibed 0
#15 Recording Feature Not Used 0
#16 Noise in Center 0
#17 Agent Was Rude 0

#18 Problem AnSoNer Machine 0

#19 Spenish service 0

#20 Speech to Speech 0

#21 Other Service Tvoa: 0

TOTAl 1 0 0 0 0 0 0 0 0 0 0 1 0 2

TECHNICAl COMPLAINTS

#22 Lost Branding 0
#23 Charged for Local Call 0
#24 Trouble Linking Up 0
#25 Line Disconnected 0
#26 Garbled Massage 0
#27 Database Not Available 0
#28 SpitSaeen 0
#29 Other Technical Type: 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 0 0 0

MISC COMPLAINTS
#30 Rates 0
#31 TTY Operator Servica 0
#32 900 Number Access 0
#33 Carrier of Choice 0
#34 Network Recording 0
#35 Other Miscellaneous Type: 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Page -f-f

TOTAl COMPlAINTS!

OTHER CAllS

o o o o o o o o o o o 2

#36 BrandingIDatabase entry 0
#37 Request Directory Assistance 0
#38 Test Calls 0
#39 Instructions/General 6 6
#40 Send Information 0
#41 Billing Question 0
#42 Purchase TTY 0
#43 Referred to LEC 4 4
#44 Wanted Sprint Cust Svc 0
#45 Other 0

TOTAl 0 0 0 0 0 0 0 0 0 0 0 10 0 10

NON-STATE REPORTED

Request Relay Number .1-_,;;,0__
TOTAl. 0

AZ.

FL

LU

MD

MN

MO

NM

TOTAl CONTAClt 1 I 0 I 0 I 0 I 1 I 0 I 0 I 0 I 0 I 0 I 0 I 11 I 0 I 13

Contacts reported by Paul DeMarco NY Contacts reponed by Sydney Thomas

Contacts raported by June St Louis-Oavis OH Contacts reponed by Diana Spencer

Contacts reponed by Beverly Franc SO Contacts reponed by Jenna Ezis

CorItacts reported by Bertha Caner TX Contacts reponed by Sharon Behringer

Contacts reported by Joan Schuh CS Contacts reponed by Customer Service

Contacts reported by LezJee Brown two Contacts reponed by Philippe Gallant

Contacts reported bY Rebecca Strunk



o a ota
April-01 I AZ. I FL I LU f MD f MN lMO INM INY IOH Iso ITX Ics lAM

COMMENDATION TOTALS

r Agents I I I I I I I I 0

Service I I I I I I I I 0

I TOTALI 0 I 0 I 0 I 0 I 0 I 0 0 0 I 0 0 I 0 0 0 0

SERVICE COMPLAINTS

#00 Answer Wail Time 0
j/()1 Dial Out Time 0

1102 Didn't Follow Database Inst 0

lII03 Didn't Follow Cust. Instruct. 0
#04 Didn't Keep Cusl Informed 0

1105 Agent Disconnected Caller 0

tI06 Poor Spelling 0
1107 Typing Speed/Accuracy 0

tI08 Poor Voice Tone 0
tI09 Everything Relayed 0
#10 HCO Procedures Not Followed 0
#11 VCO Procedures Not Followed 0
#12 Two-Line VCO Procedures Not Fo 0
#13 Background Noise Not Typed 0
#14 Feelings Not Desaibed 0
#15 Recording Feature Not Used 0
#16 Noise in Center 0
#17 Agent Was Rude 0

#18 Problem Answer Machine 0

#19 Spanish Service 0

#20 Speech to Speech 0

#21 Other Service TVDll: 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0 0

TECHNICAL COMPLAINTS

#22 Lost Branding 0
#23 Charged for Local Call 0
#24 Trouble Linking Up 0
#25 Line Disconnected 0
#26 Garbled Message 0
#27 Database Not Available 0
#28 Spit Saeen 0
#29 Other Technical Type: 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0 0

MISC COMPLAINTS
#30 Rates 0
#31 TIY Operator Service 0
#32 900 Number Access 0
#33 Carrier of Choice 0
#34 Network Recording 0
#35 Other Miscellaneous Type: 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 0 0 0

Page 121

TOTAL COMPLAINTSI 0

OTHER CALLS

o o o o o o o o o o o o o

#36 BrandingJDatabase entry 0
#37 Request Directory Assistance 1 1
#38 Test Calls 0
#39 Instructions/General 7 7
#40 Sand Information 0
#41 Billing Question 0
#42 Purchase TIY 1 1
#43 Referred to LEC 9 9
#44 Wanted Sprint Cust Svc 0
#45 Other 0

TOTAL 0 0 0 0 0 0 0 0 0 0 0 18 0 18

NON-STATE REPORTED

Request Relay Number .~....;;,o__

TOTAL.lo

TOTAL CONTACTI 0 I 0 I 0 I 0 I 0 I 0 I 0 I 0 I 0 I 0 I 0 I 18 ! 0 I 18

lIZ

FL

LU

MD

MN

MO

NM

Contacts reported by Paul DeMarco NY Contacts reported by Sydney Thomas

Contacts reported by June St Louis-Davis OH Contacts reported by Diana Spencer

Contacts reported by Beverly Franc SO Contacts reported by Jema Ezis

Contacts reported by Bertha Carter TX Contacts reported by Sharon Behringer

Contads reported by Joan Schuh CS Contacts reported by Customer Service

Contacts reported by Lezlee Brown AM Contacts reported by Philippe Gallant

Contacts reported by Rebea:a Strunk



Pa~~ 13
o a ola.... w.~,

May-01 I AZ I FL I LU I MD j MN IMO INM INY IOH Iso ITX Ics lAM
COMMENDAnON TOTALS

I
Agents I I I I I I I a
Service I I I I I I I a
I TOTAL 0 0 0 I 0 I a I 0 I 0 I a a 0 0 I a I a a

SERVICE COMPLAINTS
#00 Arlswer wait Time a
#01 Dial Out Time a
lI02 Didn't Follow Database Inst a
#03 Didn't Follow Cust. Instruct. a
1104 Didn't Keep Cust Informed a
1105 Agent Disconnected Caller a
1106 Poor Spelling a
#07 Typing Speed/Accuracy a
#08 Poor Voice Tone a
#09 Everything Relayed a
#10 HCO Procedures Not Followed 0
#11 VCO Procedures Not Followed 0
#12 Two-Line VCO Procedures Not Fo 1 1 2
#13 Background Noise Not Typed 0
#14 Feelings Not Desaibed 0
#15 Recording Feature Not Used 0
#16 Noise in Center 0
#17 Agent Was Rude 0

#18 Problem Answer Machine 0

#19 Spanish Service 0

#20 Speech to Speech 0

#21 Other Service Tvoe: 0

TOTAL 1 a 0 a 1 a 0 0 0 a a 0 a 2

TECHNICAL COMPLAINTS

#22 Lost Branding 0
#23 Charged for Local Call 0
#24 Trouble Linking Up 0
#25 Line Disconnected 0
#26 Garbled Message 0
#27 Database Not Available 0
#28 Spit Screen 0
#29 Other Technicel Type: 0

TOTAL a a a 0 a a 0 0 0 0 a a a 0

MISC COMPLAINTS
#30 Rates 0
#31 T1Y Operator Service 0
#32 900 Number Access 0
#33 Carrier of Choice 0
#34 Network Recording a
#35 Other Miscellaneous Type: 0

TOTAL 0 a a 0 0 a a 0 0 a 0 a 0 0

TOTAL COMPLAINTS! a a o o a a o a a a o 2

OTHER CALLS
#36 Branding/Database entry 2 2
#37 Request Directory Assistance 0
#38 Test Calls 1 1
#39 InstructionslGeneral 9 9
#40 Send Information 1 1
#41 Billing Question 1 1
#42 Purchase T1Y a
#43 Referred to LEC 6 6
#44 wanted Sprint Cust Svc 1 1
#45 Other a

TOTAL 0 a 0 a a a a 0 a 0 a 21 a 21

NOH-STATE REPORTED

Request Relay Number • 0
TOTAl.r--..:O:....-

AZ
FL

LU

MD

MN

MO

NM

TOTAL CONTACrl 1 I 0 I 0 I a I 1 I a I 0 I a I a I 0 I a I 21 I a I 23

Contacts reported by Paul DeMarco NY Contacts reported by Sydney Thomas

Contacts reported by June St Louis-Davis OH Contacts reported by Diana Spencer

Contacts reported by Beverly Franc SO Contacts reported by Jenna Ezis

Contacts reported by Bertha Carter TX Contacts reported by Sheron Behringer

Contacts reported by Joan Schuh CS Contacts reported by Customer Service

Contacts reported by Lezlee Brown AM Contacts reported by Philippe Gallant

Contacts reported by Rebecca Strunk



~age ~.!

,------------------------------------------------

Attachment # 2

Summary Log for June 1, 2000 - May 31, 2001
North Dakota Relay

For the period of June 1, 2000 through May 31, 2001, Sprint processed more than 100,677
outbound calls on behalf of North Dakota Relay, receiving a total of twenty-five (.025%)
customer complaints. All twenty-five complaints were filed with supervisors at one of the eleven
Sprint TRS centers. All of these complaints were resolved in a timely fashion. Additionally,
one complaint was escalated to the FCC. This informal complaint was forwarded to Sprint TRS
and the State ofNorth Dakota for further resolutions and additional actions were taken to resolve
the complaint.


